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                              Emergency Public Safety Dispatcher/ Call Taker 

Job Description 
 

 
Definition 

 
Under the day to day supervision of the Chief of Police and Dispatch Supervisor, 
dispatchers accomplish most duties based on the use of initiative, judgement and overall 
knowledge of established procedures or practices and in accordance with initial instruction 
without need for close supervision.  Maintains confidentiality and exercises the ability to 
multi-task, while maintaining complex schedules and managing administrative support is 
essential in this position. The ideal candidate for this job is resourceful, a good problem 
solver and organized. Assuring a steady completion of workload in a timely manner is key 
to success in this position. 
 

Distinguishing Characteristics 
 
Work activities are varied and require independent action and judgment in addressing 
issues/problems, some of which are unusual in nature. Issues often require further research and 
action 
 
Errors could result in legal repercussions, inefficiencies, time loss, and loss of goodwill 
 
Contacts are with employees within and outside the Department, as well as the public. Contact 
with the public requires courtesy, tact and diplomacy as well as the ability to persuade and 
influence someone’s actions.  
 
Participates in new employee orientation. 
 
Requires maintaining confidential department material, as well as maintaining the privacy of 
individuals 
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Examples of work 
 
Provides courteous and expeditious police, fire and ems service to the general public and town 
department staffs.  
 
Monitor and operate radio, computers, telephone, E911 and other specialized equipment 
 
Receive and dispatch emergency and non-emergency calls for police, fire, EMS and other 
emergency units and personnel 
 
Perform EMD call handling protocol 
 
Assist the public and numerous Town departments 
 
Understand Police and Fire field operations and procedures 
 
Undertake special projects and any other assignments that are assigned by the Police 
Chief, Fire Chief, Administrative Body or the Dispatch Supervisor 
 
Manage the unknown constant changing workflow that has been assigned and or acquired 
due to emergency situations 
 
Assist in training staff members and new hires 
 
Respond to questions and requests for information from the public, other Town 
Departments, or any other individuals 
 
Maintain all training 
 
Ability to use various technical systems 
 
Remain calm, efficient, and composed under the pressure of emergencies, peaking 
workloads and multiple (simultaneous) responsibilities 
 

MINIMUM QUALIFICATIONS 
 
I - Education and Experience 
 
High school graduate or equivalent. 
 
E911 certified or ability to be E911 Certified within 30 days of hire 
 
CPR and First Aid certified 
 
Must be 18 years or older 
 
Must pass a criminal and traffic record check, background investigation, physical and 
psychological examinations.  
 
Requires possession of a valid Class “D” Massachusetts drivers license.  
 



II – Knowledge,  Ability and Skills 
 

Knowledge 
 -to be gained during and after dispatch training 
 
Department rules and regulations;  
 
Principles and practices of a municipal police and fire administration and organization;  
 
Laws governing 911 Dispatchers and Call Takers 
 
Basic computer operations and functions.  
 

Ability 
 
Read and understand departmental policies and procedures, rules and regulations, operations 
guidelines 
 
Remember important facts on incident details 
 
Write clear, accurate and comprehensive log entries and reports if required 
 
Analyze situations and adopt a quick, effective, and responsible course of action giving due 
regard to personal and circumstances of each situation.  
 
Keep all department information strictly confidential;  
 
Communicate effectively, both orally and in writing;  
 
Accomplish various clerical duties;  
 
Follow oral and written instructions;  
 
Work effectively with other employees;  
 
Meet the general public with courtesy and tact; 
 
Demonstrate good judgment, character, reputation, superior poise, bearing, alertness, and 
emotional stability.  
 
Cope with situations firmly, courteously, and with the respect for the rights of others;  
 
Establish and maintain effective relationships with all those contacted in the course of work. 
 

Skill  
 
Operating various equipment, Computers, telephone systems, radio systems, 911 Equipment, 
Fire Alarm Equipment, and others 
 



III - Special Requirements  
 
Must be CORI (Criminal Offender Record Information) certified by the State  
 
Have a valid Massachusetts Class D Motor Vehicle License,  
 
First Responder Certification 
 
Must pass Police Department physical and psychological examination 
 
IV - Physical Requirements  
 
The physical demands listed are representative of those that must be met by the employee to 
successfully perform the essential functions of this job.  Work frequently requires talking, 
hearing, standing, walking.  Work mainly occurs inside, however outside work in emergencies 
may occur. 
 
While performing the duties of this job, the employee is required to use hands to finger, handle, 
or feel objects, tools, or controls. Work requires reaching with hands and arms, carrying/lifting 
(sometimes over 100 pounds), pushing/pulling. 
The employee must have good vision to read general documentation, instruments and maps for 
analytical purposes and the ability to distinguish color. Requires depth perception and close 
vision to operate equipment. Requires manual dexterity in combination with eye-hand 
coordination for efficient operation of equipment. 
 

ORGANIZATIONAL RELATIONSHIPS 
 
The Call Taker Dispatcher is an entry level position to a career in a professional Dispatching role 
within the Stow Police and Fire Department for the Town of Stow. They work under the 
supervision of the Chief of Police, Fire Chief and Town Administrator as well as the Dispatch 
Supervisor, superior law enforcement and fire officers who reviews work methods and results 
through reports, personal interactions, inspections, and discussions. The Dispatcher may be 
recalled to duty in cases of emergency.   
 
The duties listed above are intended only as illustrations of the various types of work that may be 
performed. The omission of specific statements of duties does not exclude them from the position 
if the work is similar, related, or a logical assignment to the position. This position description 
does not constitute an employment agreement between the Town and the employee and is subject 
to change by the town as the needs of the Town and requirements of the job change. 
 
 

 
 
 
 

 
  


